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Chapter 1 
INTRODUCTION 


This chapter entails introduction, background of the 
study, Review of Related Literature and Studies, Theoretical 
Framework, Conceptual Framework, Statement of the Problem, 
Hypothesis, Scope and Delimitation of the Study, Significance of 


the study and Definition of terms. 


Background of the Study 


Food Delivery Business App is one of the leading online food 
delivery service nationwide for ordering foods and other 
Necessities. In today's generation especially when the pandemic 
outbreak happened, the usage of the app has rapidly increased. 
Hence,the objective of this study is to identify the performance 
and satisfaction of every customer using this app. And to 
provide information how food Delivery app works in our every 


day lives. 


Due to a massive demand for online orders, Many food delivery 
businesses entering the market are facing different problems 
and challenges. Businesses dealing in food delivery often 
cannot track or keep up with market prices and struggle to find 
the right pricing strategy. One of the problems also are ensuring 
the food quality and allocating the right numbers of vehicles to 
a specific area. 

Food Courier often failed to communicate to customers and 
restaurant. There are times that the orders are delayed or being 
cancelled without informing their customers. Several reasons 
also contribute to the failure of food delivery app, like fake 
booking and orders. The number of fake customers increased 
during the pandemic , there are also instances that customers 


are complaining that the food panda vouchers are not working. 


However to minimize the failure of delivery. The app or the rider 
should label the calls so that the customers will know who is 
calling, this is to boost the likelinood that the customers will pick 
up the phone. Second, the app should have a better feature like 
a notification feature so that the customers will automatically 


notify whenever their food is available for delivery or close to 


where they are. Lastly, adopting the best route software to solve 
the late delivery issue. It should help the riders to create 
efficient routes that minimize they're behind is behind-the-wheel 


and provide them with the most precise directions possible. 


Food delivery has different effects, either negative or positive 
effect. Indeed , This service offered a new change to the 
industry as almost all of the food chains and restaurants offer 


delivery service. 


It is in above premise that the researcher conducted a research 
titled " An Assessment to Delivery Service of Food Courier 


towards Customer Satisfaction". 


Related Literature 


CUSTOMERS SATISFACTION 

According to Szyndlar (2022) In simple words, customer 
Satisfaction is a measurement that determines how well a 
company’s products or services meet customer expectations. 


It’s one of the most important indicators of purchase intentions 


and customer loyalty. As such, it helps predict business growth 
and revenue.While the definition above looks pretty 
straightforward, in reality, it's not that easy to define what 
"satisfied customers" really mean for your company. 

DELIVERY SERVICE 

According to Correa (2019) Online food delivery services rely on 
urban transportation to alleviate customers' burden of traveling 
in highly dense cities. As new business models, these services 
exploit user-generated contents to promote collaborative 
consumption among its members. This study aims to evaluate 
the impact of traffic conditions (through the use of Google Maps 
API) on key performance indicators of online food delivery 
services (through the use of web scraping techniques to retrieve 
customer's ratings and the physical location of restaurants as 
provided by Facebook). From a collection of 19,934 possible 
routes between the physical location of 787 online providers and 
4296 customers in Bogotá city, we found that traffic conditions 
exerted no practical effects on transactions volume and delivery 
time fulfillment, even though early deliveries showed a mild 
association with the number of comments provided by 


customers after receiving their orders at home. Reliability 


According to condon 2019 Reliability and validity are research 
specific terms that may be applied throughout scientific 
literature to assess many elements of research methods, 
designs, and outcomes; however, here we are focusing 
specifically on their use for assessing measurement in 
quantitative research methodology. Specifically, we will be 
examining how they are used within literature review analyses 
to describe the nature of the instruments applied to measure 
study variables. Within this framework, reliability refers to the 
reproducibility of the study results, should the same 


measurement instruments be applied in different situations. 


Response 

According to Zhang 2020 Response to online customer reviews 
helps increase sales. Extensive research has been carried out on 
this topic discussing tactics of response, while few scholars 
looked at it from the social network perspective. The problem is 
not how to respond but to whom to respond. Essentially, it is an 


effective online social network, not a response itself that 


generates trust and sales. In this paper, our main work is to use 
basic theoretical tools of social network theory to reveal the 
nature of the relationship between online response and 
performance. We use a web crawler to scrape data and get a 
sample of 3379 sellers from a B2B website. The regression 
results are consistent with the theoretical derivation and provide 
strong evidence for our assumptions and hypothesis. Sellers’ 
response to online customer reviews, especially to negative 
reviews, has a Significant positive effect on its sales. Seller’s 
product price and product heterogeneity play moderating roles 
in the relationship above. Therefore, sellers should actively 
participate in online social conversations and get embedded in 
online social networks. Sellers should see pricing and product 
diversification strategies as important factors in the networking 
process. E-commerce platform companies should provide the 
necessary technical support to accelerate the formation of 
online communities. Producers should cooperate more with 
sellers and make full use of the customer review information for 
product improvement and innovation. 


Behavior 


According to Azimoba (2021) Behavior is an action or reaction 
exhibited by a human or animal in response to stimuli. Stimuli 
may be external and/or internal. Manipulating stimuli is the way 
to change any behavior. Specific target behavior chosen for 
modification must be 

observable and measurable. 

Service Quality 

According to Samoszuk (2021) Every customer has an ideal 
expectation of the service they want to receive when they go to 
a restaurant or store. Service quality measures how well a 
service is delivered, compared to customer expectations. 
Businesses that meet or exceed expectations are considered to 
have high service quality. Let's say you go to a fast food 
restaurant for dinner, where you can reasonably expect to 
receive your food within five minutes of ordering. After you get 
your drink and find a table, your order is called, minutes earlier 
than you had expected! You would probably consider this to be 
high service quality 

Image and brand 

According to Rahul (2021) the brand image is the impression 


that potential and existing customers have of your business. The 


advantages of it if you have a positive impression a strong 
impression. You can think about two different term frames- the 
short term and the long term. In the short term if they have a 
good impression of your business, what is likely to lead to 
increased more sales and if they like what they purchased and 
they want more if it. You might in the long term get repeat 
sales. They come back and buy that same prime again and if 
they do that and you get that repeat customer, then you"re 
likely to have created brand loyalty and if you have brand 
loyalty, you might have a product portfolio. So, you sell other 
goods, and those customers, might go and buy those other 
goods. Those the products that you sell. So, you“re likely to 
increase your sales and your revenue even further. And if you 
increase your sales and your revenue even further. You"re 
going to increase your market share and related to 


increasing your market share. 


Related studies 


Product Quality 


According to Sambo (2022) product quality is One of the 
important element in the business word is providing value 
to customers which does not only include objects that are 
tangible but also objects that are intangible, that is 
including packaging, service characteristics, brand name as 
well as performance quality. 

Price 

According to  Zhao(2021) the competitive market of 
commodities, products, varieties, consumers, ethnicities, and 
preferences, product pricing and product packaging information 
descriptions have a considerable influence on the buying 
behavior of consumers. To explore the cumulative effects of 
product pricing and packaging on the buying behavior of 
consumers of different ethnicities, it is essential to research 
these aspects of marketing. It is worth mentioning that 
consumer satisfaction also plays a decisive and mediating role in 
the development and molding of buying behavior of consumers 
(Larsen et al., 2017). It is believed that pricing has a significant 
effect on the buying behavior of consumers because the higher 
a product is priced, the fewer units are sold. By contrast, 


products selling at prices lower than the market rate are 


assumed to sell at a higher volume (Sadiq M. W. et al., 2020). 
Several studies have shown that pricing is more critical and 


relevant to consumer buying behavior (Huo et al., 2021). 


Relevance of review related literature and studies 
The mentioned related literature and studies play the 
customer satisfaction role in the success of this study . 


Without insight of forecited literature and studies. 


Theoretical Framework 


Servqual model 

This theory was anchored with the SERVQUAL Model of 
Parasuraman, Valarie Zeithaml and Leonard L. Berry (1985). 
SERVQUAL Model was developed to measure the quality of 
service that a customer's 
experienced. In SERVQUAL Model there are five (5) dimension of 
service quality which are called tangibility, responsiveness, 
assurance, reliability and empathy. With the use of five (5) 


dimension of SERVQUAL Model, accurate measurement for 


quality service offered by a business and be the basis to 
evaluate the level of customer satisfaction.The theory 
mentioned above are quite relevant to this study. The 
components in the theory can be the basis of this study to be 
able to accurately measure the service provided by the Food 
courier in Camarin Caloocan City. Using those components the 
researcher will be able to evaluate the level of customer 


satisfaction 


The Five Key Service Dimensions of the Servqual model 
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Figure 1. Theory of Customer Satisfaction 
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FIGURE 2: Conceptual Paradigm of the study 


Statement of the Problem 


This study aimed to answer the Evaluation on the delivery 
service of Food Courier towards customer satisfaction in 
Camarin, Caloocan City. 

The researchers would want to determine the answers to the 
following 

questions: 

1. What are the Demographic Profile if the Respondent in terms 
of: 

1.1 Age 

1.2 Sex; and 

1.3 Monthly Family Income? 

2. How do the respondents evaluate the delivery service of food 
courier in terms of: 

2.1 Reliability; 

2.2 response; and 

2.3 Behavior 

3. What is the Level of Satisfaction of the respondents in using 


Food 


Courier in terms of: 

3.1 Price; 

3.2 Product Quality; 

3.3 Service Quality; and 

3.4. Image and brand? 

4. How may the findings of the study be utilized in crafting a 


guideline to improve customer satisfaction? 


Hypothesis 

This study hypothesized that there is no significant 
relationship between Evaluation on the delivery service of food 
courier and level of satisfaction of the customers. There is a 
significant relationship between Evaluation on the Delivery 
Service of Food Courier and Level of Satisfaction of the 
respondents. There is no significant relationship between 
Evaluation on the Delivery Service of Food Courier and Level of 


Satisfaction of the respondents 


Scope and limitation of the Study 
The researcher aims to fulfill the objectives of this 


research, by undertaking to analyze the customer satisfaction of 


the delivery service of Food Courier. The scope of this study is to 
know how delivery services of Food Courier in Camarin, 
Caloocan city affects the customer satisfaction. The scope is 
further extended to identify the problems involved in the 
delivery and to offer suitable suggestions to figure out the 


problems. 


Significance of the Study 
This study is conducted to provide information regarding 
customer satisfaction. This research would be beneficial to the 
persons which were involved in this study. 
This aim to address the following: 
Courier Business. A lucrative industry. If properly planned and 
executed, this business can give you a promising business 
opportunity. 

Delivery Services. Customers and service providers on 
quality service delivery and customer satisfaction is different, 
responsiveness, tangibility, assurance, and reliability have 


positively associated with customer satisfaction. 


Customers. Being the respondents of this study, the 
exercise of responding to the questionnaire will help by getting 
feed backs or their opinions about what they expect to receive 


or experience from the delivery service 


Definition of Terms 


For better understanding of this study, the terminologies 


used are define either theoretically or operationally. 


Age.Define how old or young the person was. 
Appearance. The physical feature of the product 
Customer. A person or organization that buys goods or 


services from a store or business. 


Customer Satisfaction. Refers to a measurement X that 
determine how well a business product or service meet 
customer expectations. 

Delivery Service. The providing of electric transmission or 
distribution to a retail customer. 

Reliability. Refers to the ability to provide the promised service 
consistently and accurate. 

Response. Refers to the ability willingness to assist a customer 
and provide prompt service. 

Price. The amount of money that has to be paid to acquire a 
given product. 

Product Quality. Refers to how well a product satisfies 
customer needs, serves its purpose and meets industry 
standards. 

Behavior. Refers to actions usually measured by commonly 
accepted standards. 

Image and brand. The general impression, perception, and 


associations any given customer has about a brand. 


Chapter 2 


METHODS 


This chapter entails the research design, respondents of 
the study, sampling technique, instrument used, construction of 
the instruments, validation of the instrument, administration and 


retrieval of the instruments and statistical treatment of data. 


Research Design 


This study utilized descriptive research method of design. 


According to Bar Fluet,( 2021) Descriptive research is one of 
three basic types of research design. It is a quantitative 
research method that is considered purposive and is used to test 
specific hypothesis and describe characteristics or functions. 
Descriptive research should have a clear and accurate research 


question/problem. 


The researchers used Descriptive analysis because it 
observes and determines the relationship between variables. It 
also uses the respondents' information to provide accurate 
finding interpretation. The Descriptive analysis uses survey 
questions that the respondents have to acquire the information 


needed. 


Respondents of the Study 


The respondents of this study are 50 regular customer of 
Food Courier in Camarin, Caloocan City. They were the chosen 
respondents because they are knowledgeable in ordering in 


Food Delivery App. 


Sampling Technique 

This study utilized purposive sampling technique. 
According to Crossman (2018), a purposive sampling technique 
is a non-probability sample that is selected based on 


characteristics of a population and the objective of the study. 


The researcher came up to this sampling technique to ensure 
that It will only select customers in the area of Camarin, 


Caloocan City. 


Instrument Used 

This study adopted an online survey to collect customer 
perceptions regarding both the independent variables 
(restaurant quality and service provider quality) as well as the 
dependent variables (customer satisfaction). One common 
questionnaire was designed with two main sections, the first 
part addressing the demographics of the sample and the second 
focusing on the study variables and their ratings. The factors 
that formulate the independent variables were carefully selected 


based on an extensive literature review and through a pilot test 


conducted over twenty five users. The survey was prepared in 
the English +language on a surveying software respondents in 
the Camarin,Caloocan City. The link was sent via email, social 
media platforms and text messages in an attempt to reach the 
maximum amount of respondents. Online surveying enables 


real-time viewing of data and responses. 


Construction of the Instrument 

This study utilized survey questionnaire in gathering 
information . for part 1 , it is the used to gather demographic 
profile of respondents specifically with their Age, Sex, monthly 
family income ?. Part Il How do the respondents evaluate the 
Delivery service in terms of Reliability, response and behavior 
and for the Part Ill What is the Level of Satisfaction of the 
respondents in using Food Delivery Courier in terms of 


Price ,Product Quality, Service Quality; and image and brand? 


Validation of the Instrument 

The questionnaire was validated by Statisticians, English and 
Research teacher experts who are not respondents of the study. 
Validation includes how questions in the questionnaire were 
constructed in relation to the Evaluation on the Delivery service 
of Food Delivery Courier towards Customer satisfaction in 
Camarin, Caloocan city and if the questions made were 
comprehensible and correctly constructed. After the validation, 
revisions were undertaken and upon the approval of the adviser, 
the revised questionnaires were reproduced and administered to 
the two groups of respondents. One hundred percent (100%) of 


the questionnaire were retrieved and ready for tabulation. 


Administration and Retrieval of the Instrument 


The research study conducted was first approved by the subject 
adviser. In facilitating the instruments, the researcher has 
chosen to do an online interview survey in which the 
respondents will be receiving a Questionnaire Form. The 


researcher decided to use a Survey design in undertaking the 


research study for a quick process and smooth interaction 
intended for respondents to answer questions honestly for the 
main points needed for the study. The researcher employs 
quantitative data analysis in determining the Customers who 
are using Food Delivery Courier in the area of Caloocan City. The 


respondent for this research will be the residents. 


Statistical Treatment of Data 


This study utilized the following statistical tools. 


1. Frequency and Percentage. To maintain the quality and 
effectiveness of this survey research, we, the researchers 
choose to have 50 regular customer of Food Delivery App in 
Camarin, Caloocan City in this sampling are expected to know 
about customer satisfaction. The study population is from the 
customer of Camarin, Caloocan City. The type or technique of 
sampling used is purposive sampling that focuses on the 
particular characteristics of a population of interest that will 


answer the research question best. 


Formula: P (%) =F/N x 100 


Where: 


1. Weighted Mean. It is used to determine the descriptive 


method of respondents in terms of product offerings, pricing 


strategy, delivery service, transactions, and online feed backs. 


Where: y= 


X = Weighted Mean 


b» FX = Total of Frequency and Responses 


Rating Weighted | Verbal Symbol 
Mean Interpretation 

4 3.50 - 4.49 Agree A 

3 2.50 - 3.49 Neutral N 

2 1.50 - 2.49 Disagree D 

1 1.00 - 1.49 Strongly Disagree SD 


N= Total Number of Respondents 


This mean was interpreted on consumer perception of 


Delivery 


Service towards customer satisfaction of using Food Delivery 


App in Camarin, Caloocan City. 


1. Chi - Squared Test - a statistical method assessing the 
goodness of fit between observed values and those 


expected theoretically 


Formula: 


Where; 
X? = Chi - Squared 
O, = Observed Value 


E, = Expected Value 
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